
Administrative Services Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

First Contact Resolution 

Administrative Services

Top Number - Total Incidents

Bottom Number - FCR Met

Low Medium Total

Billing Billing None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Capitol 

Desktop 

Support

_No Tier 2 None None 8

0

0

0

8

0

Total 8

0

0

0

8

0

Total 8

0

0

0

8

0

Application Error Cisco Secure 

VPN Client

1

0

0

0

1

0

Microsoft 

Windows XP 

1

0

0

0

1

0

MindQ 

Knowledge 

1

0

0

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

Application Error None 1

0

0

0

1

0

Novell Client 

for 32-bit 

2

0

0

0

2

0

Novell 

GroupWise

3

0

0

0

3

0

Novell 

Messenger

2

0

0

0

2

0

Total 11

0

0

0

11

0

Password Novell 

GroupWise

2

0

0

0

2

0

Total 2

0

0

0

2

0

Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 14

0

0

0

14

0

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

None 1

0

0

0

1

0

Total 2

0

0

0

2

0

None BlackBerry 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 3

0

0

0

3

0



Low Medium Total

Capitol 

Desktop 

Support

Network Error None 4

0

0

0

4

0

Novell Client 

for 32-bit 

1

0

1

0

2

0

Total 5

0

1

0

6

0

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 7

0

2

0

9

0

PC/Laptop Error None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Hardware None 3

0

1

0

4

0

Total 3

0

1

0

4

0

None Microsoft 

Windows XP 

1

1

0

0

1

1

None 4

4

0

0

4

4



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop None Total 5

5

0

0

5

5

Performance None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 15

5

1

0

16

5

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 49
5

3
0

52
5

Diebold EIS Hardware Printer None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0



Low Medium Total

Help Desk Application Password Utah Master 

Directory

7

5

0

0

7

5

Total 7

5

0

0

7

5

Reporting Utah Master 

Directory

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

5

0

0

8

5

PC/Laptop Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9
5

0
0

9
5

Internal 

Application 

Development 

and Support

Application None Remedy Task 

Management

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Application Error Microsoft Excel 1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 3

0

0

0

3

0

Network Error Novell Client 

for 32-bit 

2

0

0

0

2

0

Total 2

0

0

0

2

0

Password Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 3

0

0

0

3

0

PC/Laptop Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Incident None 2

0

0

0

2

0



Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 10
0

0
0

10
0

Metro B Help 

Desk

Application Error Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Incident None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 2
1

0
0

2
1

Metro D 

Network

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0



Low Medium Total

Metro D 

Network

Total 1
0

1
0

2
0

Metro D North 

Desktop 

Support

Application Error Internet 

Explorer

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2
1

0
0

2
1

Rural Central 

Desktop 

Support

Application Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1
1

0
0

1
1



Low Medium Total

Voice 

Operations

Telecom Call/Receive None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Feature Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Total 6

0

0

0

6

0

Total 6
0

0
0

6
0

Voice/Data/WA

N Services

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom Feature Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Hardware None 2

0

0

0

2

0

Total 2

0

0

0

2

0

None None 1

0

0

0

1

0



Low Medium Total

Voice/Data/WA

N Services

Telecom None Total 1

0

0

0

1

0

Total 4

0

0

0

4

0

Total 5
0

0
0

5
0

Total 89
13

4
0

93
13



Low Medium Total

Billing Billing None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1
1

0
0

1
1

Capitol 

Desktop 

Support

_No Tier 2 None None 8

0

0

0

8

0

Total 8

0

0

0

8

0

Total 8

0

0

0

8

0

Application Error Cisco Secure 

VPN Client

1

0

0

0

1

0

Microsoft 

Windows XP 

1

0

0

0

1

0

MindQ 

Knowledge 

1

0

0

0

1

0

None 1

0

0

0

1

0

Novell Client 

for 32-bit 

2

2

0

0

2

2

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

3

2

0

0

3

2

Novell 

Messenger

2

1

0

0

2

1

Total 11

5

0

0

11

5

Password Novell 

GroupWise

2

0

0

0

2

0

Total 2

0

0

0

2

0

Reporting None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 14

6

0

0

14

6

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

None 1

0

0

0

1

0

Total 2

0

0

0

2

0

None BlackBerry 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 3

1

0

0

3

1

Network Error None 4

1

0

0

4

1

Novell Client 

for 32-bit 

1

0

1

0

2

0



Low Medium Total

Capitol 

Desktop 

Support

Network Error Total 5

1

1

0

6

1

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 7

1

2

0

9

1

PC/Laptop Error None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Hardware None 3

2

1

0

4

2

Total 3

2

1

0

4

2

None Microsoft 

Windows XP 

1

0

0

0

1

0

None 4

0

0

0

4

0

Total 5

0

0

0

5

0

Performance None 3

2

0

0

3

2



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Performance Total 3

2

0

0

3

2

Virus None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 15

4

1

0

16

4

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 49
12

3
0

52
12

Diebold EIS Hardware Printer None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Password Utah Master 

Directory

7

0

0

0

7

0

Total 7

0

0

0

7

0



Low Medium Total

Help Desk Application Reporting Utah Master 

Directory

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

0

0

0

8

0

PC/Laptop Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9
0

0
0

9
0

Internal 

Application 

Development 

and Support

Application None Remedy Task 

Management

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error Microsoft Excel 1

1

0

0

1

1

Total 1

1

0

0

1

1



Low Medium Total

Metro B 

Desktop 

Support

Application None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Reporting None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 3

2

0

0

3

2

Network Error Novell Client 

for 32-bit 

2

2

0

0

2

2

Total 2

2

0

0

2

2

Password Novell Client 

for 32-bit 

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 3

3

0

0

3

3

PC/Laptop Error None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Print/Copy/Sca

n/Fax

Incident None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Total 2

2

0

0

2

2



Low Medium Total

Metro B 

Desktop 

Support

Total 10
8

0
0

10
8

Metro B Help 

Desk

Application Error Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2
0

0
0

2
0

Metro D 

Network

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 1
0

1
0

2
0

Metro D North 

Desktop 

Support

Application Error Internet 

Explorer

1

0

0

0

1

0



Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2
0

0
0

2
0

Rural Central 

Desktop 

Support

Application Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 2

0

0

0

2

0

Total 2

0

0

0

2

0



Low Medium Total

Voice 

Operations

Telecom Feature Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Total 6

0

0

0

6

0

Total 6
0

0
0

6
0

Voice/Data/WA

N Services

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom Feature Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Hardware None 2

0

0

0

2

0

Total 2

0

0

0

2

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 4

0

0

0

4

0



Low Medium Total

Voice/Data/WA

N Services

Total 5
0

0
0

5
0

Total 89
21

4
0

93
21



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium Total

Billing Billing None None 1

23.31

0

0.00

1

23.31

Total 1

23.31

0

0.00

1

23.31

Total 1

23.31

0

0.00

1

23.31

Total 1
23.31

0
0.00

1
23.31

Capitol 

Desktop 

Support

_No Tier 2 None None 8

0.41

0

0.00

8

0.41

Total 8

0.41

0

0.00

8

0.41

Total 8

0.41

0

0.00

8

0.41

Application Error Cisco Secure 

VPN Client

1

0.98

0

0.00

1

0.98

Microsoft 

Windows XP 

1

0.22

0

0.00

1

0.22

MindQ 

Knowledge 

1

0.72

0

0.00

1

0.72

None 1

0.22

0

0.00

1

0.22

Novell Client 

for 32-bit 

2

2.06

0

0.00

2

2.06



Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

3

1.19

0

0.00

3

1.19

Novell 

Messenger

2

0.60

0

0.00

2

0.60

Total 11

1.00

0

0.00

11

1.00

Password Novell 

GroupWise

2

0.46

0

0.00

2

0.46

Total 2

0.46

0

0.00

2

0.46

Reporting None 1

1.06

0

0.00

1

1.06

Total 1

1.06

0

0.00

1

1.06

Total 14

0.93

0

0.00

14

0.93

Mobile Devices Error BlackBerry 

Configuration

1

0.61

0

0.00

1

0.61

None 1

0.19

0

0.00

1

0.19

Total 2

0.40

0

0.00

2

0.40

None BlackBerry 1

2.55

0

0.00

1

2.55

Total 1

2.55

0

0.00

1

2.55

Total 3

1.12

0

0.00

3

1.12

Network Error None 4

1.18

0

0.00

4

1.18

Novell Client 

for 32-bit 

1

0.39

1

0.26

2

0.33



Low Medium Total

Capitol 

Desktop 

Support

Network Error Total 5

1.02

1

0.26

6

0.90

Incident None 0

0.00

1

0.82

1

0.82

Total 0

0.00

1

0.82

1

0.82

Password Novell Client 

for 32-bit 

1

0.70

0

0.00

1

0.70

Total 1

0.70

0

0.00

1

0.70

Performance None 1

0.23

0

0.00

1

0.23

Total 1

0.23

0

0.00

1

0.23

Total 7

0.86

2

0.54

9

0.79

PC/Laptop Error None 2

0.42

0

0.00

2

0.42

Total 2

0.42

0

0.00

2

0.42

Hardware None 3

0.89

1

0.52

4

0.79

Total 3

0.89

1

0.52

4

0.79

None Microsoft 

Windows XP 

1

0.22

0

0.00

1

0.22

None 4

0.05

0

0.00

4

0.05

Total 5

0.09

0

0.00

5

0.09

Performance None 3

2.11

0

0.00

3

2.11



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Performance Total 3

2.11

0

0.00

3

2.11

Virus None 2

0.45

0

0.00

2

0.45

Total 2

0.45

0

0.00

2

0.45

Total 15

0.74

1

0.52

16

0.73

Print/Copy/Sca

n/Fax

Incident None 1

0.74

0

0.00

1

0.74

Total 1

0.74

0

0.00

1

0.74

Queue None 1

0.45

0

0.00

1

0.45

Total 1

0.45

0

0.00

1

0.45

Total 2

0.59

0

0.00

2

0.59

Total 49
0.78

3
0.53

52
0.77

Diebold EIS Hardware Printer None 1

0.26

0

0.00

1

0.26

Total 1

0.26

0

0.00

1

0.26

Total 1

0.26

0

0.00

1

0.26

Total 1
0.26

0
0.00

1
0.26

Help Desk Application Password Utah Master 

Directory

7

0.45

0

0.00

7

0.45

Total 7

0.45

0

0.00

7

0.45



Low Medium Total

Help Desk Application Reporting Utah Master 

Directory

1

0.15

0

0.00

1

0.15

Total 1

0.15

0

0.00

1

0.15

Total 8

0.41

0

0.00

8

0.41

PC/Laptop Performance None 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 9
0.38

0
0.00

9
0.38

Internal 

Application 

Development 

and Support

Application None Remedy Task 

Management

1

0.57

0

0.00

1

0.57

Total 1

0.57

0

0.00

1

0.57

Total 1

0.57

0

0.00

1

0.57

Total 1
0.57

0
0.00

1
0.57

Metro B 

Desktop 

Support

_No Tier 2 None None 1

0.01

0

0.00

1

0.01

Total 1

0.01

0

0.00

1

0.01

Total 1

0.01

0

0.00

1

0.01

Application Error Microsoft Excel 1

4.64

0

0.00

1

4.64

Total 1

4.64

0

0.00

1

4.64



Low Medium Total

Metro B 

Desktop 

Support

Application None None 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Reporting None 1

4.19

0

0.00

1

4.19

Total 1

4.19

0

0.00

1

4.19

Total 3

2.96

0

0.00

3

2.96

Network Error Novell Client 

for 32-bit 

2

3.97

0

0.00

2

3.97

Total 2

3.97

0

0.00

2

3.97

Password Novell Client 

for 32-bit 

1

22.44

0

0.00

1

22.44

Total 1

22.44

0

0.00

1

22.44

Total 3

10.13

0

0.00

3

10.13

PC/Laptop Error None 1

3.29

0

0.00

1

3.29

Total 1

3.29

0

0.00

1

3.29

Total 1

3.29

0

0.00

1

3.29

Print/Copy/Sca

n/Fax

Incident None 2

13.86

0

0.00

2

13.86

Total 2

13.86

0

0.00

2

13.86

Total 2

13.86

0

0.00

2

13.86



Low Medium Total

Metro B 

Desktop 

Support

Total 10
7.03

0
0.00

10
7.03

Metro B Help 

Desk

Application Error Microsoft 

Windows XP 

1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Network Incident None 1

0.32

0

0.00

1

0.32

Total 1

0.32

0

0.00

1

0.32

Total 1

0.32

0

0.00

1

0.32

Total 2
0.20

0
0.00

2
0.20

Metro D 

Network

_No Tier 2 None None 1

0.02

0

0.00

1

0.02

Total 1

0.02

0

0.00

1

0.02

Total 1

0.02

0

0.00

1

0.02

Network Incident None 0

0.00

1

0.08

1

0.08

Total 0

0.00

1

0.08

1

0.08

Total 0

0.00

1

0.08

1

0.08

Total 1
0.02

1
0.08

2
0.05

Metro D North 

Desktop 

Support

Application Error Internet 

Explorer

1

0.05

0

0.00

1

0.05



Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 1

0.05

0

0.00

1

0.05

Total 1

0.05

0

0.00

1

0.05

Print/Copy/Sca

n/Fax

Incident None 1

0.64

0

0.00

1

0.64

Total 1

0.64

0

0.00

1

0.64

Total 1

0.64

0

0.00

1

0.64

Total 2
0.34

0
0.00

2
0.34

Rural Central 

Desktop 

Support

Application Error None 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Total 1
0.04

0
0.00

1
0.04

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1
0.00

0
0.00

1
0.00

Voice 

Operations

Telecom Call/Receive None 2

0.37

0

0.00

2

0.37

Total 2

0.37

0

0.00

2

0.37



Low Medium Total

Voice 

Operations

Telecom Feature Telephone 1

0.26

0

0.00

1

0.26

Total 1

0.26

0

0.00

1

0.26

Voice Mail None 3

0.22

0

0.00

3

0.22

Total 3

0.22

0

0.00

3

0.22

Total 6

0.28

0

0.00

6

0.28

Total 6
0.28

0
0.00

6
0.28

Voice/Data/WA

N Services

Network Error None 1

0.39

0

0.00

1

0.39

Total 1

0.39

0

0.00

1

0.39

Total 1

0.39

0

0.00

1

0.39

Telecom Feature Telephone 1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Hardware None 2

0.25

0

0.00

2

0.25

Total 2

0.25

0

0.00

2

0.25

None None 1

0.16

0

0.00

1

0.16

Total 1

0.16

0

0.00

1

0.16

Total 4

0.18

0

0.00

4

0.18



Low Medium Total

Voice/Data/WA

N Services

Total 5
0.23

0
0.00

5
0.23

Total 89
1.58

4
0.42

93
1.53



Low Medium Total

Billing Billing None None 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 1
1

0
0

1
1

Capitol 

Desktop 

Support

_No Tier 2 None None 8

1

0

0

8

1

Total 8

1

0

0

8

1

Total 8

1

0

0

8

1

Application Error Cisco Secure 

VPN Client

1

0

0

0

1

0

Microsoft 

Windows XP 

1

0

0

0

1

0

MindQ 

Knowledge 

1

0

0

0

1

0

None 1

0

0

0

1

0

Novell Client 

for 32-bit 

2

1

0

0

2

1

Novell 

GroupWise

3

0

0

0

3

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

Messenger

2

0

0

0

2

0

Total 11

1

0

0

11

1

Password Novell 

GroupWise

2

0

0

0

2

0

Total 2

0

0

0

2

0

Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 14

1

0

0

14

1

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

None 1

0

0

0

1

0

Total 2

0

0

0

2

0

None BlackBerry 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 3

0

0

0

3

0

Network Error None 4

0

0

0

4

0

Novell Client 

for 32-bit 

1

0

1

0

2

0

Total 5

0

1

0

6

0



Low Medium Total

Capitol 

Desktop 

Support

Network Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 7

0

2

0

9

0

PC/Laptop Error None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Hardware None 3

0

1

0

4

0

Total 3

0

1

0

4

0

None Microsoft 

Windows XP 

1

0

0

0

1

0

None 4

0

0

0

4

0

Total 5

0

0

0

5

0

Performance None 3

0

0

0

3

0

Total 3

0

0

0

3

0



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Virus None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Total 15

3

1

0

16

3

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2

0

0

0

2

0

Total 49
5

3
0

52
5

Diebold EIS Hardware Printer None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Password Utah Master 

Directory

7

0

0

0

7

0

Total 7

0

0

0

7

0

Reporting Utah Master 

Directory

1

0

0

0

1

0



Low Medium Total

Help Desk Application Reporting Total 1

0

0

0

1

0

Total 8

0

0

0

8

0

PC/Laptop Performance None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 9
0

0
0

9
0

Internal 

Application 

Development 

and Support

Application None Remedy Task 

Management

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Application Error Microsoft Excel 1

0

0

0

1

0

Total 1

0

0

0

1

0

None None 1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Application None Total 1

0

0

0

1

0

Reporting None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 3

0

0

0

3

0

Network Error Novell Client 

for 32-bit 

2

2

0

0

2

2

Total 2

2

0

0

2

2

Password Novell Client 

for 32-bit 

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 3

3

0

0

3

3

PC/Laptop Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Incident None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 10
4

0
0

10
4



Low Medium Total

Metro B Help 

Desk

Application Error Microsoft 

Windows XP 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2
0

0
0

2
0

Metro D 

Network

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Network Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 1
0

1
0

2
0

Metro D North 

Desktop 

Support

Application Error Internet 

Explorer

1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Metro D North 

Desktop 

Support

Application Total 1

0

0

0

1

0

Print/Copy/Sca

n/Fax

Incident None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 2
0

0
0

2
0

Rural Central 

Desktop 

Support

Application Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Feature Telephone 1

0

0

0

1

0



Low Medium Total

Voice 

Operations

Telecom Feature Total 1

0

0

0

1

0

Voice Mail None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Total 6

0

0

0

6

0

Total 6
0

0
0

6
0

Voice/Data/WA

N Services

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Telecom Feature Telephone 1

1

0

0

1

1

Total 1

1

0

0

1

1

Hardware None 2

0

0

0

2

0

Total 2

0

0

0

2

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 4

1

0

0

4

1

Total 5
1

0
0

5
1



Low Medium Total

Total 89
11

4
0

93
11



Low Medium Total

Billing Billing None None 1

124.47

0

0.00

1

124.47

Total 1

124.47

0

0.00

1

124.47

Total 1

124.47

0

0.00

1

124.47

Total 1
124.47

0
0.00

1
124.47

Capitol 

Desktop 

Support

_No Tier 2 None None 8

1.77

0

0.00

8

1.77

Total 8

1.77

0

0.00

8

1.77

Total 8

1.77

0

0.00

8

1.77

Application Error Cisco Secure 

VPN Client

1

1.31

0

0.00

1

1.31

Microsoft 

Windows XP 

1

0.77

0

0.00

1

0.77

MindQ 

Knowledge 

1

0.96

0

0.00

1

0.96

None 1

0.68

0

0.00

1

0.68

Novell Client 

for 32-bit 

2

4.02

0

0.00

2

4.02

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Medium Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

3

1.19

0

0.00

3

1.19

Novell 

Messenger

2

0.77

0

0.00

2

0.77

Total 11

1.54

0

0.00

11

1.54

Password Novell 

GroupWise

2

0.92

0

0.00

2

0.92

Total 2

0.92

0

0.00

2

0.92

Reporting None 1

1.30

0

0.00

1

1.30

Total 1

1.30

0

0.00

1

1.30

Total 14

1.43

0

0.00

14

1.43

Mobile Devices Error BlackBerry 

Configuration

1

1.35

0

0.00

1

1.35

None 1

0.19

0

0.00

1

0.19

Total 2

0.77

0

0.00

2

0.77

None BlackBerry 1

2.68

0

0.00

1

2.68

Total 1

2.68

0

0.00

1

2.68

Total 3

1.41

0

0.00

3

1.41

Network Error None 4

1.36

0

0.00

4

1.36

Novell Client 

for 32-bit 

1

0.39

1

0.40

2

0.39



Low Medium Total

Capitol 

Desktop 

Support

Network Error Total 5

1.16

1

0.40

6

1.04

Incident None 0

0.00

1

0.82

1

0.82

Total 0

0.00

1

0.82

1

0.82

Password Novell Client 

for 32-bit 

1

0.70

0

0.00

1

0.70

Total 1

0.70

0

0.00

1

0.70

Performance None 1

2.88

0

0.00

1

2.88

Total 1

2.88

0

0.00

1

2.88

Total 7

1.34

2

0.61

9

1.18

PC/Laptop Error None 2

3.55

0

0.00

2

3.55

Total 2

3.55

0

0.00

2

3.55

Hardware None 3

1.51

1

0.52

4

1.26

Total 3

1.51

1

0.52

4

1.26

None Microsoft 

Windows XP 

1

0.22

0

0.00

1

0.22

None 4

0.05

0

0.00

4

0.05

Total 5

0.09

0

0.00

5

0.09

Performance None 3

4.46

0

0.00

3

4.46



Low Medium Total

Capitol 

Desktop 

Support

PC/Laptop Performance Total 3

4.46

0

0.00

3

4.46

Virus None 2

18.04

0

0.00

2

18.04

Total 2

18.04

0

0.00

2

18.04

Total 15

4.10

1

0.52

16

3.88

Print/Copy/Sca

n/Fax

Incident None 1

1.59

0

0.00

1

1.59

Total 1

1.59

0

0.00

1

1.59

Queue None 1

1.22

0

0.00

1

1.22

Total 1

1.22

0

0.00

1

1.22

Total 2

1.41

0

0.00

2

1.41

Total 49
2.29

3
0.58

52
2.19

Diebold EIS Hardware Printer None 1

3.82

0

0.00

1

3.82

Total 1

3.82

0

0.00

1

3.82

Total 1

3.82

0

0.00

1

3.82

Total 1
3.82

0
0.00

1
3.82

Help Desk Application Password Utah Master 

Directory

7

0.78

0

0.00

7

0.78

Total 7

0.78

0

0.00

7

0.78



Low Medium Total

Help Desk Application Reporting Utah Master 

Directory

1

0.65

0

0.00

1

0.65

Total 1

0.65

0

0.00

1

0.65

Total 8

0.77

0

0.00

8

0.77

PC/Laptop Performance None 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 1

0.17

0

0.00

1

0.17

Total 9
0.70

0
0.00

9
0.70

Internal 

Application 

Development 

and Support

Application None Remedy Task 

Management

1

0.59

0

0.00

1

0.59

Total 1

0.59

0

0.00

1

0.59

Total 1

0.59

0

0.00

1

0.59

Total 1
0.59

0
0.00

1
0.59

Metro B 

Desktop 

Support

_No Tier 2 None None 1

0.03

0

0.00

1

0.03

Total 1

0.03

0

0.00

1

0.03

Total 1

0.03

0

0.00

1

0.03

Application Error Microsoft Excel 1

4.64

0

0.00

1

4.64

Total 1

4.64

0

0.00

1

4.64



Low Medium Total

Metro B 

Desktop 

Support

Application None None 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Reporting None 1

4.19

0

0.00

1

4.19

Total 1

4.19

0

0.00

1

4.19

Total 3

2.96

0

0.00

3

2.96

Network Error Novell Client 

for 32-bit 

2

8.91

0

0.00

2

8.91

Total 2

8.91

0

0.00

2

8.91

Password Novell Client 

for 32-bit 

1

22.44

0

0.00

1

22.44

Total 1

22.44

0

0.00

1

22.44

Total 3

13.42

0

0.00

3

13.42

PC/Laptop Error None 1

3.29

0

0.00

1

3.29

Total 1

3.29

0

0.00

1

3.29

Total 1

3.29

0

0.00

1

3.29

Print/Copy/Sca

n/Fax

Incident None 2

13.86

0

0.00

2

13.86

Total 2

13.86

0

0.00

2

13.86

Total 2

13.86

0

0.00

2

13.86



Low Medium Total

Metro B 

Desktop 

Support

Total 10
8.02

0
0.00

10
8.02

Metro B Help 

Desk

Application Error Microsoft 

Windows XP 

1

1.09

0

0.00

1

1.09

Total 1

1.09

0

0.00

1

1.09

Total 1

1.09

0

0.00

1

1.09

Network Incident None 1

0.35

0

0.00

1

0.35

Total 1

0.35

0

0.00

1

0.35

Total 1

0.35

0

0.00

1

0.35

Total 2
0.72

0
0.00

2
0.72

Metro D 

Network

_No Tier 2 None None 1

0.07

0

0.00

1

0.07

Total 1

0.07

0

0.00

1

0.07

Total 1

0.07

0

0.00

1

0.07

Network Incident None 0

0.00

1

2.56

1

2.56

Total 0

0.00

1

2.56

1

2.56

Total 0

0.00

1

2.56

1

2.56

Total 1
0.07

1
2.56

2
1.32

Metro D North 

Desktop 

Support

Application Error Internet 

Explorer

1

0.05

0

0.00

1

0.05



Low Medium Total

Metro D North 

Desktop 

Support

Application Error Total 1

0.05

0

0.00

1

0.05

Total 1

0.05

0

0.00

1

0.05

Print/Copy/Sca

n/Fax

Incident None 1

1.77

0

0.00

1

1.77

Total 1

1.77

0

0.00

1

1.77

Total 1

1.77

0

0.00

1

1.77

Total 2
0.91

0
0.00

2
0.91

Rural Central 

Desktop 

Support

Application Error None 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Total 1
0.04

0
0.00

1
0.04

Rural South 

Desktop 

Support

Print/Copy/Sca

n/Fax

Queue None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 1
0.00

0
0.00

1
0.00

Voice 

Operations

Telecom Call/Receive None 2

0.97

0

0.00

2

0.97

Total 2

0.97

0

0.00

2

0.97



Low Medium Total

Voice 

Operations

Telecom Feature Telephone 1

0.26

0

0.00

1

0.26

Total 1

0.26

0

0.00

1

0.26

Voice Mail None 3

0.32

0

0.00

3

0.32

Total 3

0.32

0

0.00

3

0.32

Total 6

0.52

0

0.00

6

0.52

Total 6
0.52

0
0.00

6
0.52

Voice/Data/WA

N Services

Network Error None 1

0.40

0

0.00

1

0.40

Total 1

0.40

0

0.00

1

0.40

Total 1

0.40

0

0.00

1

0.40

Telecom Feature Telephone 1

6.10

0

0.00

1

6.10

Total 1

6.10

0

0.00

1

6.10

Hardware None 2

0.40

0

0.00

2

0.40

Total 2

0.40

0

0.00

2

0.40

None None 1

0.47

0

0.00

1

0.47

Total 1

0.47

0

0.00

1

0.47

Total 4

1.85

0

0.00

4

1.85



Low Medium Total

Voice/Data/WA

N Services

Total 5
1.56

0
0.00

5
1.56

Total 89
3.85

4
1.07

93
3.73

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000086899

No  0.07TTR:TTR Missed:Metro D Network Low ClosedAdministrative Services

_No Tier 2 NoNone  0.82TIR:TIR Missed:NoneINC000000088739

Yes  10.98TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000090374

No  0.02TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.09TIR:TIR Missed:NoneINC000000091959

No  0.09TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  2.06TIR:TIR Missed:NoneINC000000092190

No  2.06TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.02TIR:TIR Missed:NoneINC000000092388

No  0.02TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.04TIR:TIR Missed:NoneINC000000096868

No  0.04TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

_No Tier 2 NoNone  0.01TIR:TIR Missed:NoneINC000000099680

No  0.03TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.05TIR:TIR Missed:NoneINC000000100160

No  0.05TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000104033

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application

Application NoError  0.22TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000086786

No  0.77TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application YesError  1.13TIR:TIR Missed:Novell GroupWiseINC000000087798

No  1.13TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application YesError  1.87TIR:TIR Missed:Novell GroupWiseINC000000087966

No  1.87TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application YesReporting  4.19TIR:TIR Missed:NoneINC000000088011

No  4.19TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Application YesError  1.45TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000088165

No  1.45TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoError  0.08TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000090279

No  1.09TTR:TTR Missed:Metro B Help Desk Low ClosedAdministrative Services

Application NoPassword  0.20TIR:TIR Missed:Utah Master DirectoryINC000000090939

No  0.20TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoPassword  0.42TIR:TIR Missed:Utah Master DirectoryINC000000092524

No  0.42TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoPassword  0.42TIR:TIR Missed:Utah Master DirectoryINC000000092925

No  1.63TTR:TTR Missed:Help Desk Low ClosedAdministrative Services



Application NoPassword  0.48TIR:TIR Missed:Utah Master DirectoryINC000000092929

No  1.29TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoError  0.17TIR:TIR Missed:Novell MessengerINC000000093050

No  0.17TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoPassword  0.74TIR:TIR Missed:Utah Master DirectoryINC000000094817

No  0.74TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application YesError  1.03TIR:TIR Missed:Novell MessengerINC000000096018

No  1.37TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoError  0.72TIR:TIR Missed:MindQ Knowledge OdysseysINC000000096588

No  0.96TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Application NoPassword  0.36TIR:TIR Missed:Utah Master DirectoryINC000000096830

No  0.69TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

Application NoError  0.58TIR:TIR Missed:Novell GroupWiseINC000000097959

No  0.58TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoNone  0.57TIR:TIR Missed:Remedy Task ManagementINC000000097990

No  0.59TTR:TTR Missed:Internal Application Development and Support Low ResolvedAdministrative Services

Application YesReporting  1.06TIR:TIR Missed:NoneINC000000098690

No  1.30TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.98TIR:TIR Missed:Cisco Secure VPN ClientINC000000098696

No  1.31TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoPassword  0.51TIR:TIR Missed:Utah Master DirectoryINC000000098926

No  0.51TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

Application NoError  0.22TIR:TIR Missed:NoneINC000000099238

No  0.68TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.04TIR:TIR Missed:NoneINC000000099696

No  0.04TTR:TTR Missed:Rural Central Desktop Support Low ResolvedAdministrative Services

Application NoReporting  0.15TIR:TIR Missed:Utah Master DirectoryINC000000099902

No  0.65TTR:TTR Missed:Help Desk Low ResolvedAdministrative Services

Application NoPassword  0.68TIR:TIR Missed:Novell GroupWiseINC000000100513

No  0.68TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application YesError  4.64TIR:TIR Missed:Microsoft ExcelINC000000100751

No  4.64TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Application YesError  2.67TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000101335

Yes  6.59TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoNone  0.04TIR:TIR Missed:NoneINC000000101370

No  0.04TTR:TTR Missed:Metro B Desktop Support Low ResolvedAdministrative Services

Application NoPassword  0.25TIR:TIR Missed:Novell GroupWiseINC000000101592

No  1.15TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Application NoError  0.05TIR:TIR Missed:Internet ExplorerINC000000101611

No  0.05TTR:TTR Missed:Metro D North Desktop Support Low ResolvedAdministrative Services

Billing

Billing YesNone  23.31TIR:TIR Missed:NoneINC000000082406

Yes  124.47TTR:TTR Missed:Billing Low ClosedAdministrative Services

EIS Hardware

EIS Hardware NoPrinter  0.26TIR:TIR Missed:NoneINC000000097966

No  3.82TTR:TTR Missed:Diebold Low ResolvedAdministrative Services

Mobile Devices

Mobile Devices YesNone  2.55TIR:TIR Missed:BlackBerryINC000000093039



No  2.68TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Mobile Devices NoError  0.19TIR:TIR Missed:NoneINC000000094156

No  0.19TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Mobile Devices NoError  0.61TIR:TIR Missed:BlackBerry ConfigurationINC000000099375

No  1.35TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network

Network NoError  0.65TIR:TIR Missed:NoneINC000000087236

No  0.65TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network YesError  3.30TIR:TIR Missed:NoneINC000000088030

No  3.30TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network YesPassword  22.44TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000088761

Yes  22.44TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Network NoError  0.39TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000088874

No  0.39TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network YesError  1.73TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000090202

Yes  11.62TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Network NoPerformance  0.23TIR:TIR Missed:NoneINC000000091289

No  2.88TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Network NoError  0.39TIR:TIR Missed:NoneINC000000092111

No  0.40TTR:TTR Missed:Voice/Data/WAN Services Low ClosedAdministrative Services

Network YesError  6.21TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000093933

Yes  6.21TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Network NoIncident  0.82TIR:TIR Missed:NoneINC000000094788

No  0.82TTR:TTR Missed:Capitol Desktop Support Medium ClosedAdministrative Services

Network NoIncident  0.08TIR:TIR Missed:NoneINC000000098632

No  2.56TTR:TTR Missed:Metro D Network Medium ResolvedAdministrative Services

Network NoIncident  0.32TIR:TIR Missed:NoneINC000000099141

No  0.35TTR:TTR Missed:Metro B Help Desk Low ResolvedAdministrative Services

Network NoError  0.32TIR:TIR Missed:NoneINC000000100167

No  0.88TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network NoPassword  0.70TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000101249

No  0.70TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Network NoError  0.26TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000102040

No  0.40TTR:TTR Missed:Capitol Desktop Support Medium ResolvedAdministrative Services

Network NoError  0.46TIR:TIR Missed:NoneINC000000102408

No  0.60TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

PC/Laptop

PC/Laptop NoPerformance  0.14TIR:TIR Missed:NoneINC000000086862

No  2.65TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoVirus  0.64TIR:TIR Missed:NoneINC000000087118

Yes  24.10TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.08TIR:TIR Missed:NoneINC000000087634

No  0.08TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.05TIR:TIR Missed:NoneINC000000087643

No  0.05TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoError  0.31TIR:TIR Missed:NoneINC000000088303

Yes  6.28TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoVirus  0.27TIR:TIR Missed:NoneINC000000090995



Yes  11.99TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop YesPerformance  3.99TIR:TIR Missed:NoneINC000000091805

No  5.03TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoHardware  0.38TIR:TIR Missed:NoneINC000000093071

No  0.79TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.05TIR:TIR Missed:NoneINC000000094100

No  0.05TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop YesError  3.29TIR:TIR Missed:NoneINC000000094458

No  3.29TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

PC/Laptop NoPerformance  0.17TIR:TIR Missed:NoneINC000000095796

No  0.17TTR:TTR Missed:Help Desk Low ClosedAdministrative Services

PC/Laptop YesHardware  1.01TIR:TIR Missed:NoneINC000000095930

No  1.08TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.03TIR:TIR Missed:NoneINC000000096688

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop NoNone  0.22TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000097588

No  0.22TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

PC/Laptop YesHardware  1.27TIR:TIR Missed:NoneINC000000100344

No  2.66TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoError  0.53TIR:TIR Missed:NoneINC000000100716

No  0.81TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

PC/Laptop NoHardware  0.52TIR:TIR Missed:NoneINC000000100908

No  0.52TTR:TTR Missed:Capitol Desktop Support Medium ResolvedAdministrative Services

PC/Laptop YesPerformance  2.20TIR:TIR Missed:NoneINC000000101028

No  5.70TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax YesIncident  5.88TIR:TIR Missed:NoneINC000000084134

No  5.88TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax YesIncident  21.83TIR:TIR Missed:NoneINC000000087437

Yes  21.83TTR:TTR Missed:Metro B Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.74TIR:TIR Missed:NoneINC000000094932

No  1.59TTR:TTR Missed:Capitol Desktop Support Low ClosedAdministrative Services

Print/Copy/Scan/Fax NoQueue  0.45TIR:TIR Missed:NoneINC000000099628

No  1.22TTR:TTR Missed:Capitol Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax NoIncident  0.64TIR:TIR Missed:NoneINC000000100663

No  1.77TTR:TTR Missed:Metro D North Desktop Support Low ResolvedAdministrative Services

Print/Copy/Scan/Fax NoQueue  0.00TIR:TIR Missed:NoneINC000000101920

No  0.00TTR:TTR Missed:Rural South Desktop Support Low ResolvedAdministrative Services

Telecom

Telecom NoVoice Mail  0.31TIR:TIR Missed:NoneINC000000089731

No  0.43TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoFeature  0.26TIR:TIR Missed:TelephoneINC000000089957

No  0.26TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoFeature  0.08TIR:TIR Missed:TelephoneINC000000089972

Yes  6.10TTR:TTR Missed:Voice/Data/WAN Services Low ClosedAdministrative Services

Telecom NoHardware  0.39TIR:TIR Missed:NoneINC000000093151

No  0.62TTR:TTR Missed:Voice/Data/WAN Services Low ClosedAdministrative Services

Telecom NoCall/Receive  0.56TIR:TIR Missed:NoneINC000000095753



No  1.66TTR:TTR Missed:Voice Operations Low ClosedAdministrative Services

Telecom NoHardware  0.10TIR:TIR Missed:NoneINC000000095868

No  0.19TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedAdministrative Services

Telecom NoCall/Receive  0.17TIR:TIR Missed:NoneINC000000102564

No  0.27TTR:TTR Missed:Voice Operations Low ResolvedAdministrative Services

Telecom NoNone  0.16TIR:TIR Missed:NoneINC000000102983

No  0.47TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedAdministrative Services

Telecom NoVoice Mail  0.27TIR:TIR Missed:NoneINC000000104570

No  0.40TTR:TTR Missed:Voice Operations Low ResolvedAdministrative Services

Telecom NoVoice Mail  0.08TIR:TIR Missed:NoneINC000000104624

No  0.11TTR:TTR Missed:Voice Operations Low ResolvedAdministrative Services


